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INTRODUCTION 

Welcome to SAVVIS' state-of-the-art Data Center. This guide details information regarding 
access to our Data Centers, security policies, installation and maintenance guidelines, 
requests for new services and upgrades, trouble reporting and other items to ensure the safe 
and efficient operation of equipment within our Data Center. 


CONTACTING SAVVIS 

SAVVIS Support Center/Helpdesk - TSR, Edge Management, TAC and Engineers 
Toll Free: 877-393-7878 
Toll: 314-628-7758 

EMEA (Europe): 00800 SAVVISHD - Option 2 

HostinqSupport@savvis.net 

Our Support Center provides support services for all 
clients 24x7. The Support Center staff is trained in both 
technical and customer communication skills, and are 
regularly tested to ensure that levels of knowledge are 
maintained across the services they support. 

Four (4) basic groups comprise the SAVVIS Support Center: TSR, Edge Management, TAC, and 
Engineers. 

Technical Service Representatives (TSR): SAVVIS TSRs are responsible for first level technical 
support and case management on SAVVIS managed server or network services. The TSRs have 
guidelines to resolve your query or issue within 30 minutes. If they believe they cannot achieve this, 
then they will escalate the case to the Edge Manager or TAC team, who will spend more time with you 
to resolve it. 

Edge Manager (EM): These managers work side by side with the TSRs and offer expertise for all traps 
received from servers and network devices. They are responsible for proactive monitoring of network 
connectivity and server health (Managed Service). The EM also functions as first and second-level 
troubleshooting escalation points. 

Technical Assistance Center (TAC): TAC Engineers are part of the SSC and provide second level 
operations assistance and first level engineering assistance. If a TAC engineer is working an issue 
which needs escalation, the case is escalated to engineering following standard escalation procedures. 

Engineering: SAVVIS Hosting Engineering provides the level three escalation function for hosting 
related issues and manages escalations from Operations Support TAC Engineers for issues on server 
and hosting infrastructure. This group has the design authority for all platform services such as DNS 
and e-mail, and other application services and solutions. Network Engineering assists the TAC in the 
complex level three escalations for Network related issues. This team is the design authority for all 
network services and solutions. 
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Opening a Case with the SAVVIS Support Center 

The first step in resolving a problem is the issuance of a Case. To report a problem contact the 
appropriate facility as identified in the table below by phone or email. The SAVVIS Support 
Center/Network Operations Center will open a Case and assign a case number. The Support Center is 
open 7 days a week, 24 hours a day. 


Region 

Facility 

Phone 

E-Mail / Web 

North America 

Support Center 

877-393-7878 (toll free) 

314-628-7758 (toll) 

+1- 877- 393-7878 (outside North America) 

hostinasuoDortOsavvis.net 

Europe, Middle East, 
Africa (EMEA) 

Support Center 

011-44-118-322-8100 

0800-SAVVISHD Option 2 

hostinahelDEMEAOsavvis.net 


For any real time or priority issues, the most expedient method for addressing a problem and opening a 
case is by calling the SAVVIS Support Center/Network Operations Center. Customers can also open a 
Case by using our web portal. Email messages sent to the SAVVIS support organizations have a 4- 
hour response time for a case to be opened . 


Reporting Problems About Network - Packet Loss and Latency 

To report latency or packet loss problem, use the web portal or call the SAVVIS Support Center 
identified above and open a case. Follow up with an e-mail to the appropriate Support Center and list 
the case number in the subject line. Include the following items in the e-mail: 

■ Source and Destination IP Address Connecting to and From 

■ Traceroute from source to destination 

■ Traceroute from destination to source 

■ 300 ping count from source to destination 

■ 300 ping count from destination to source 

■ Internet Service Provider - if other than SAVVIS 


Ticket Escalation Procedure 

SAVVIS has very clear escalation communication processes on which its staff is fully trained and 
tested. SAVVIS delivers operational readiness training to all new staff. This training focuses on the full 
range of process and procedures which must be followed, including the formal SAVVIS escalation 
procedures. SAVVIS Escalation Managers are an integral part of the helpdesk teams. They monitor 
the status of cases and ensure escalations are made to the right teams at the right time. The standard 
guidelines and process for escalations are as follows: 
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Level 

One 


Level 

Two 


Level 

Three 


Level 

Four 


Customer 
(Call or Email) 






Technical Service 
Representative 


Creates Case 

Using Automated Tools 



1 






SAVVIS Station 
Monitoring Event 

-► 

Edge Management 

Team 


Address Problem 

Using MAPS or 

Scripted Responses 




TAC 

Windows 

TAC 

Unix 

TAC 

Network 

Specialist 


TAC 

Storage 

Specialist 

TAC 

Security 

Specialist 

i 




Windows 

Engineer 

Unix/Linux 

Engineer 

Database 

Engineer 


Storage 

Engineer 

Tape Backup 
Engineer 



Routing 

Engineer 

ATM Network 
Engineer 

Hosting Network 
Engineer 


Security 

Engineer 

IP VPN 
Engineer 


30 Minutes 
Resolve 
Or 

Escalate 


2 Hours 
90% Resolution 
Success Rate 


Until 100% 
Final 

Resolution 


* Case owner manage issues until resolution 


To initiate an escalation on an open Case, contact the SAVVIS Support Center with your Case ticket 
number and advise them that you want the issue escalated. SAVVIS is unique in the industry in that 
your Case Owner will manage all issues until resolution serving as your first point of contact for updates 
and status reports. 


SAS 70 Reports 

Statement on Auditing Standards (SAS) No. 70, Service Organizations, is an internationally recognized 
auditing standard developed by the American Institute of Certified Public Accountants (AICPA). SAS 
70 is the authoritative guidance that allows service organizations to disclose their control activities and 
processes to their existing customers and their customers' auditors in a uniform reporting format. A 
SAS 70 examination signifies that a service organization has had its control objectives and control 
activities examined by an independent auditing firm. At the conclusion of the examination, the auditing 
firm issues a Service Auditor's Report which contains an opinion of the operating effectiveness of the 
controls in place during the review period. 

There are two Types of reviews available. Type I reviews examine operational policies and procedures 
for reasonable assurance that effective business controls are in place as asserted by the service 
provider. Type II reviews take the examination a significant step further. Independent auditors test key 
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control activities for over six months to one year in order to verify business controls operate as 
asserted. SAVVIS undergoes Type II reviews. 

To qualify to receive a SAS 70 report, customers must: 

■ Be an existing SAVVIS customer. In accordance with American Institute of Certified Public 
Accountants (AICPA) guidelines, a SAS 70 report can only be provided to existing 
customers and their auditors. 

■ Have a SAVVIS account in good standing. 

■ Sign a SAVVIS SAS70 Non-Disclosure Agreement (NDA). 

■ Contact their Account Team or the SAVVIS Support Center to initiate delivery of reports. 

SAVVIS employees are not authorized to share a SAS 70 report with customers who are not 
specifically qualified to receive a report. Noncompliance with the above guidelines may compromise 
SAVVIS SAS 70 status. 


mySAVVIS Web Portal 

Through mySAVVIS, an easy-to-use web portal at my.savvis.net, SAVVIS empowers you with secured 
access to all the resources you need to stay on top of your site operations. mySAVVIS offers you the 
ability to access all applications from a single URL and through a single logon/password. 

To login to mySAVVIS, you will need your Customer ID, User Name and PIN. If you do not have a 
User Name and PIN, please contact the Support Center and they will be happy to set up a mySAVVIS 
account for you. 

mySAVVIS includes a user-friendly interface for report access and administration, intuitive screen 
layouts for information presentation, a robust system architecture and an easy-to-use control panel for 
secondary navigation. Help is available from any page in the site. 

Through mySAVVIS you are able to access: 

■ eService 

■ Bandwidth Reports 

■ Remote Power Unit (RPU), Managed Backup Service, Managed Security Service (MSS), 
and Intrusion Detection Reports (provided that you have purchased these services) 

■ Access to Account Management information such as the contact information of your 
Account Team and details of your Booked Orders. 


eService Contract Administrators on mySAVVIS 

The benefits of eService’s Contact Administrator function are threefold. First, eService enables you to 
update your company's contact list from any location with internet access, conveniently and easily, and 
with immediate results. 
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Second, eService empowers you with the ability to manage the security of your company's contact list 
by controlling the appointment of Contact Administrators. Only Contact Administrators are able to 
update your Contact List via eService. Furthermore, SAVVIS Support Center staff will only accept 
contact update requests from your designated Contact Administrators, thereby ensuring the integrity of 
your Contact List and thus your equipment and networks in SAVVIS’ data centers. 

Third, you have complete access control of your contact list and can rapidly deactivate contacts if 
circumstances require, such as an employee departing your company. 

To access eService, you simply need to login to the mySAVVIS portal at my.savvis.net using your 
Customer ID, User Name and PIN. Once you have logged in to mySAVVIS, click on the Support 
header tab, then ‘eService’. 


SAVVIS Station - Managed Hosting and Network Customers 

SAVVIS Station is a web-based tool that allows customers access to critical account and service 
information. SAVVIS Station’s performance-monitoring portal has been designed specifically for users 
of our Managed IP VPN, Managed Hosting and Internet services. 

The portal provides customers with a wealth of vital information. Included are monitoring of physical 
inventory, real-time and historical statistics on server resource utilization, bandwidth utilization statistics, 
ability to review the status of trouble tickets (cases) in real-time, and the ability to view billing invoices. 

In addition, customers can view a range of statistics related to access circuits, server memory, and disk 
and processor usage. This data can be viewed on a daily, weekly, monthly and yearly basis, providing 
customers with critical information needed to assess the performance of each server, network, 
connection and web site. 

Your SAVVIS account team can provide you with a SAVVIS Station User Guide and temporary 
password to view a tutorial of the system which is available at http://www.savvisstation.com. Your 
account team and/or the Support Center can set up your company with user accounts. 


DATA CENTER MAINTENANCE AND TECHNICAL RECOMMENDATIONS 

Data Center Maintenance - Approval Process and Schedule 

SAVVIS schedules routine maintenance to enable work to be performed that improves the SAVVIS 
network and infrastructure. Additionally, preventative maintenance is performed to remedy potential 
events that have been identified by SAVVIS' early warning procedures and processes. These events 
are derived by careful monitoring and thorough analysis of activity logs for our network and facilities. 

SAVVIS makes every effort to prevent disruptions in service and targets to perform maintenance during 
low traffic times in order to minimize potential interruptions to customers’ operations. 
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All changes to the network and facilities are subject to our change management process. This process 
ensures that work is reviewed for completeness (risk assessment, completed test procedure, metrics 
for measuring progress, back out procedure, etc.) and accuracy prior 
to scheduling and implementation. The goals of change management 
are: 

■ Ensure that changes to SAVVIS services, infrastructure, 
policies and procedures are implemented effectively and 
efficiently 

■ Minimize risk and impact to our customers 

■ Enable SAVVIS to be proactive in notifying customers of 
potential disruptions to their service 

■ Ensure all new equipment or routing configurations have 
received extensive testing on our independent test network prior to deployment as part of 
the data center configuration 
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Weekly Maintenance Notifications 

Weekly maintenance notifications are only issued to contacts that our customers have identified as 
"Technical Notification Contacts". This should be set-up by your CAM (Client Account Manager) or 
COR (Client Order Representative) upon implementation. You may also contact the SSC to have your 
contact list updated. 

The Weekly Maintenance Notification informs customers of any local or global improvements to our 
network or infrastructure. In most instances, the Weekly Maintenance Notification will be issued 10 
days prior to the scheduled work, with the exception of urgent maintenance actions, which will be 
handled as needed. 

If a mission critical situation arises, SAVVIS will immediately contact its clients using our Emergency 
Contact Procedures. Only Technical Notification Contacts with e-mail addresses and text pagers on file 
with SAVVIS will be paged in the event of a network or facilities event involving multiple customers. An 
alert e-mail will also be sent to notify all affected customers with details of the event. Periodic updates 
throughout the course of the incident will be provided. Contact the Support Center or your Account 
Team for more details or to provide an alphanumeric e-mail pager. 

For network, managed hosting, and utility customers, maintenance notifications are only available on 
the SAVVIS Station portal at http://www.savvisstation.com To obtain an account please call the 
SAVVIS Support Center or email ssc@savvis.net. Visit the SAVVIS station website on Wednesdays 
for the most recent maintenance information. Each posting will provide 48-hour notice of upcoming 
scheduled maintenance. Emergency maintenance may not be posted because of its immediate nature. 
The anticipated duration of outage will vary by city. Please refer to the individual tickets listed on the 
website. 

SAVVIS makes every effort to keep our customers informed of changes and maintenance by notifying 
our customers of planned maintenance three times each week. If you are ever in doubt as to whether a 
particular maintenance will affect (or has affected) your company, please call or e-mail the SSC with the 
ticket number and ask that a case be opened and/or escalated to determine the extent of impact. If you 
are not receiving maintenance notifications, please call the SSC at 888-638-6771, or send an email to 
ssc@savvis.net . 


Network Equipment Recommendations 

In line with current industry practice, SAVVIS recommends that your network equipment be configured 
for the correct settings, rather than relying on auto negotiation. Your speed setting will be determined 
by your contracted bandwidth. Wherever possible, SAVVIS recommends full duplex rather than half 
duplex in order to prevent collisions on your uplink. However, we understand that some older 
equipment does not support this setting. 

If your network equipment does not auto negotiate duplex correctly, you may experience network 
collisions and possibly packet loss. A speed mismatch would result in a complete loss of connectivity. 

If your existing equipment is currently configured to auto negotiate, please contact the SSC to arrange 
a time and date to reconfigure the necessary ports in order to prevent potential issues with auto 
negotiation in the future. 
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Data Center Power Recommendations 

All SAVVIS Data Centers in North America are designed to provide mission critical power to each 
Customer space. The mission critical power provides uninterruptible power in-line with UPS and diesel 
generator backup in the event of a utility power or equipment failure. To conform to the National 
Electrical Code (NEC) for maximum power use, each power circuit is limited to 80% of the circuit 
breaker rating. A maximum of 16 amps per circuit is allowed in a standard cage (56 sq. ft.) 

When you are planning your installation, please distribute power evenly among all available power 
strips. Make sure that you consider your future expansion plans and how this may affect your power 
distribution. If you do not plan this carefully from the beginning, you may exceed your power 
requirements on a particular strip(s) and you may need to power down some of your equipment in order 
to return your power configuration to a SAVVIS approved load. Also, for liability purposes SAVVIS 
does not provide any power cables. Daisy chaining of power strips is strictly prohibited so that we may 
meet our stated fire and safety requirements. When an additional outlet is needed, Customers must 
purchase additional power circuits. 


Enterprise Alert System 

SAVVIS has e-mail and pager-based emergency notification systems for our customers. In the unlikely 
event that the entire customer base would need to be contacted (due to an emergency situation), this 
e-mail- and pager-based system will help insure that you receive the current status in a timely fashion. 

While the e-mail service is provided, we recommend using a pager system in the case where a 
company maintains their e-mail server with SAVVIS. Additionally, having an individuals e-mail 
addresses and pager numbers is important if SAVVIS would need to reach a specific contact 
immediately. 

To take advantage of this system, please establish the following: 

■ An e-mail or pager address using the standard form located at 
savvisalert@domainname.com to develop an e-mail alias. Using an alias will allow you to 
maintain the contact list and make changes as your organization grows. 

■ Individual contacts can be set-up with their cell phones or pager to receive customer 
notifications (i.e. 8773837878@skytel.com). 

■ Specify to the SSC any contacts that should be notified by designating them as Technical 
Contacts for your company. 

■ If there are specific Data Centers for each contact, designate those as well. 

SAVVIS will e-mail and/or page these addresses in the event an emergency notification is to be issued. 
Contact your Account Team or the SSC to make sure that you have established this valuable service. 
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DATA CENTER INFORMATION 

Access to the Data Center 

Normal data center hours are 8:00 a.m. to 5:00 p.m., 

Monday through Friday. 

To facilitate smooth and expeditious entry to the data 
center, please note the following: 

■ Customers, guests, visitors and other 
parties will be required to produce a valid 
form of Government issued picture 
identification (i.e. Government-issued Driver's License, Passport, INS Card, etc.). 

■ Credit/debit cards, social security cards, voter registration cards, other company 
identifications, and other forms of non-picture identification are NOT acceptable forms of 
identification and will not be accepted. 

■ Customers, guests, visitors, and other parties may-be required to sign the visitor's 
log upon arrival. 

■ A customer, who is listed in our database as a company representative having data center 
access authority, may sign another company representative or technician into the facility. 

■ For Customers in the Hazelwood, Reading (UK) and Docklands (UK) data centers, a case 
must be opened 24 Hours prior to arrival to alert staff of the impending visit. 

■ For all other SAVVIS data centers, SAVVIS allows customers 24X7 unescorted access 
provided they have a valid access badge and are enrolled in the SAVVIS Access Control 
system. 

■ For data centers with access portals, users must enroll with SAVVIS security prior to the first 
visit to the data center during normal business hours. The portals have been installed to 
prevent “tailgating,” this is accomplished by assigning a maximum weight allowance. 

■ Minors are not permitted access to the data center. 

■ Visitors without a legitimate business purpose will not be allowed entry. 

■ Visitors are not permitted access without an authorized SAVVIS escort. Authorized SAVVIS 
Escorts are: 

• SAVVIS Employee 

• SAVVIS Contractor 

• SAVVIS Authorized Customer Contact 

• Authorized SAVVIS escorts who are conducting tours of the facility with three or 
more individuals, who will be signed in as visitors, should coordinate with security 24 
hours prior to the tour. 
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Data Center Contact List 

In order to maintain the security of our data centers and your equipment, we request that you provide 
us with an accurate listing of those people from your organization that should be allowed into the data 
center. People who arrive to work on your equipment must be listed on your access list as authorized 
to have entry to the data center. If you have personnel changes that affect your contact list, please 
contact the SAVVIS Support Center immediately and make the appropriate updates to your access list. 


Customer Metal Key Administrator (excludes Santa Clara (Mission College), Hazelwood, 
and the London Data Center’s) 

SAVVIS’ Data Center sites allow customers direct and expedient access to their equipment cages. The 
customer will appoint a Customer Metal Key Administrator for their company who is authorized to 
receive the customer metal key on their behalf. Once SAVVIS is informed, the Customer Metal Key 
Administrator will then be allowed to pick up the metal key from lobby security after filling out the 
Customer Metal Key Issuance Log. Thereafter, the customer acknowledges that it is the sole 
responsibility of the customer, and not SAVVIS, to manage ownership, distributions, possession and 
use of the key(s), and those customers may make as many keys as is appropriate for their use. 
Customer further acknowledges that any person with a valid ISCA hand scan and key will have 
unrestricted access to customer’s cage and that SAVVIS is not responsible for any unauthorized 
access to customer’s cage. 

SAVVIS Security will maintain two keys for each customer cage. One key will be available to the 
customer in the event the customer’s personnel arrived at the site with out a key. In that event, a key 
will be issued to customer’s personnel for their visit that day. The customer will be responsible for 
returning the key upon departing the facility. One key will be maintained by Security at all times in the 
event that an escort is needed to allow access to a customer’s cage. The customer will not have 
possession of this key at any time. 


Physical Security 

SAVVIS is committed to an effective and robust Physical Security program. As such SAVVIS 
specifically maintains a Physical Security Program to ensure continuous program viability. The Group 
which supports the program is responsible for all Physical Security operations, security systems/access 
administration, and service delivery to our Internet Data Centers on a 24 hour, 7-day per week basis. 

In order to better serve our customers, SAVVIS has transformed the traditional physical security 
paradigm by implementing a centralized Security operations center for our IDC Facilities in addition to a 
local Security Operations Center to process and control access. 

By applying the same innovative enhancements to data-center Physical security as we apply to our IT 
solutions - leveraging advanced technology, automated management software, and operations 
expertise - SAVVIS has redefined data-center security by deploying a 24X7 centralized 
Security Operations Center 

The Security Operations Group is a multidisciplinary organization that combines the talent of security 
and network operations experience. All Security Operations personnel receive security training and 
certification prior to their full-time assignment within an IDC and continuously thereafter. 
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Photography Policy 

Because SAVVIS customers have requirements for both confidentiality and 
publicity, we enforce strict policies regarding the coordination of Data Center 
activities. These policies are designed to accommodate all our server-hosting 
clients in the best and most courteous manner possible. No photographic 
equipment is allowed on the Data Center floor (this includes web cams and 
cell phone cameras). 

Customers wishing to perform a photo shoot must contact SAVVIS. Written approval must be given at 
least one (1) week in advance of the date of the shoot by SAVVIS’ Data Center Management. 
Customers may also contact their Account Team if they require assistance in receiving approval and 
scheduling photo shoot activities. 



Shipping Policy 

The loading docks at the SAVVIS Data Centers are available Monday through Friday, from 8:00am - 
5:00pm local time. For the Flazelwood MO, Chantilly VA, Reading (UK) and Docklands (UK) data 
centers, a case must be opened to alert the staff of incoming shipment. 

The delivery and installation of all equipment in the data center must be coordinated in advance with 
your Account Team (Client Account Manager or Client Order Representative). If you expect your 
shipment to arrive outside of normal business hours stated above, please include this information in 
your email to ssc@savvis.net or to your Account Team. The customer is responsible for moving all 
equipment through the loading dock and into the Data Center. Packages or equipment to be delivered 
to the data center must be addressed as follows: 

’’Your Company Name” 

“Your Customer ID” 

“SAVVIS Contact Name” 
c/o SAVVIS 
SAVVIS Address 


Please remember SAVVIS does not provide unlimited free storage. Items stored more than 48-hours 
(not counting the first weekend and/or holiday) may be subject to storage charges. Also, SAVVIS will 
not be responsible for items stored more than 30 days. If a data center physical address is unknown, 
please contact your Account Team or the SAVVIS Support Center (SSC). 


Floor Tile Lifting Policy and Under Raised Floor Access 

SAVVIS prohibits customers from lifting data center floor tiles. If access is necessary during 
installation, please contact the onsite SAVVIS Data Center personnel. If you are already an installed 
customer, please contact the Support Center. Floor tile pullers are not allowed in customer cages and 
will be confiscated accordingly. Under the raised floor, access is strictly limited to authorized SAVVIS 
personnel. Adherence to this policy is strictly enforced and violators will be reported. 
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Customer Supplied Uninterrupted Power Supply (UPS) Equipment is Prohibited 

UPS equipment, other than what is provided by SAVVIS, is strictly prohibited. In the United States, the 
installation of customer supplied UPS equipment violates National Electrical Code Section 645-10 and 
11 (“The Electrical Code”) 


Crash Carts & Tools 

Crash carts (mobile units housing a keyboard, monitor and mouse) and tools are provided on a limited 
basis as a service to our customers. They are provided on a first-come, first-served basis. Customers 
are required to sign crash carts out with the onsite SAVVIS data center personnel and return them 
within a 24-hour window. Customers are encouraged to come prepared to conduct their intended work 
in the event that crash carts are not available. 


Telephone Use in the Data Center 

The red phones in the data center are used for emergencies only. Customers are encouraged to install 
a POTS telephone line in their space, or to bring cellular phones (which do not contain a photo taking 
feature) for their use while working within the data center. 


Data Center Safety and Environmental Policy 

At SAVVIS we pride ourselves in the quality and appearance of our Data Centers and ask that 
customers adhere to the following guidelines: 

■ Customers must keep their areas clean at all times. Cages must be free of debris. Empty 
boxes are strictly prohibited. Due to fire and safety requirements, this policy is strictly 
enforced and SAVVIS reserves the right to remove any cardboard, paper, debris etc. from 
any and all customer cages. SAVVIS will attempt to notify any Customers who are in non- 
compliance with this policy. In the event SAVVIS removes such items, there will be a 
Remote Hands/Supplemental Service charge billed to your account and Customers will be 
expected to render payments for such Service. 

■ Customers may not store materials or paper products (including cardboard) anywhere in 
the data center. 

■ Unused cabling and equipment must be properly stored. Cabling should not be draped in 
aisle ways or hinder clearance around cabinets. 

■ Customers must keep tile vents clear of any storage obstruction. We also require you to 
store non-functioning equipment and miscellaneous items inside the cage area only and 
only on a temporary basis. 

■ Customers may not bring in or use any of the following items in the facility: 

• Food or drink 

• Tobacco products (including chewing) - All SAVVIS Data Centers are SMOKE FREE 

• Weapons 

• Chemicals 

• Illegal drugs 

• Alcohol or other intoxicant 
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• Electromagnetic devices 

• Radioactive materials 

• Photographic or recording equipment of any kind (other than tape back-up equipment) 
which includes cellular phones that have voice record and/or camera features. 

• Corrosives or corrosive devices 

• Explosives 

Seismic Bracing of Cabinets and Racks 

Location-specific seismic compliance is required at all SAVVIS locations. Structural bracing systems 
must meet or exceed seismic design requirements of local building codes for lateral seismic design. All 
cabinets and racks must be anchored and braced in accordance with the requirements of the 1997 
Uniform Building Code. SAVVIS customers are responsible for all costs associated with seismic bracing 
of cabinets and racks. 

Customer Cabling 

Cabling within customer cages must be installed in an appropriate industry and professional manner. 
Cabling must be properly run and secured in cabinets, racks, and on ladders. Cabling must be installed 
so that it in no way impedes aisles, floor ways or entrance ways or is installed in an unsafe manner. All 
cabling must plenum rated and meet the UL minimum code standards. SAVVIS recommends clear 
labeling at both ends of all installed cables. 

SAVVIS reserves the right the remove any non compliant cabling after notification of a cabling violation. 
SAVVIS Professional Services are available to project manage cabling installation and cabling clean 
up. Please contact your SAVVIS Account Team for further information. 

Emergency Evacuation 

SAVVIS data center staff is trained in emergency management procedures and will assist personnel in 
the data center in the event of an emergency. An Emergency Response Team is in place at each data 
center to direct you during an emergency. 

In the event of an emergency evacuation, ALL personnel MUST evacuate the Data Center and 
cell phone use is strictly prohibited. 


SERVICES 

Domain Name System (DNS) Services 

SAVVIS offers a redundant, scalable, and secure DNS solution for its customers. DNS Services use 
servers that are geographically redundant for improved availability and provide faster name resolution 
due to the worldwide distribution of active server farms. All DNS servers are fully-managed and backed 
up by SAVVIS. 

SAVVIS will provide redundant nodes of shared servers to host the customer’s domain names. The 
customer can have SAVVIS manage the zone-file entirely or customers can manage the zone-files 
themselves and have SAVVIS servers slave off the Customer servers. 
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SAVVIS will setup new domain names on specified SAVVIS shared servers within one business day 
from when the domain name service order request is received. SAVVIS will update customer’s DNS 
records upon receipt of an email request to HostingSupport@savvis.net. 

SAVVIS will provide the IP addresses to be listed with the appropriate NIC/Registrar. The customer is 
responsible for any and all NIC/Registrar fees where applicable. The customer must notify the 
NIC/Registrar of changes and notifications for DNS servers. SAVVIS does not support dynamic DNS. 

Note: An intermediary, such as SAVVIS, will only get involved with registration when required by the 
NIC/Registrar. 


Bandwidth Measurement 

Bandwidth Reports are available to you to measure the traffic from your site to SAVVIS' network over 
your billable network uplink connections. Since several servers may share the same connection, the 
reports will show the total usage for all connected servers on that line. 

These connections are polled every five minutes, producing 288 data points per measured data stream 
per day. Each data point is an average usage over the five-minute interval. The number of measured 
data points may vary slightly, depending on system loading. 

Input, Output and Total usage are measured. Input is defined as traffic coming into your server from 
the network. Output is defined as traffic going out to the network from your server. The Total usage is 
determined by summing the data points from the Input and Output, and then performing the appropriate 
calculation (e.g., 95 th Percentile, Average). For Input, Output, and Total measurements, the bandwidth 
reporting system calculates four metrics: 

■ Minimum (Min): the lowest bandwidth measurement for the time period 

■ Maximum (Max): the highest bandwidth measurement for the time period 

■ 95 th Percentile: the bandwidth level which is below or equal to 95% of the use time. This 
figure is calculated by sorting the data points from lowest to highest for the period and 
discarding the upper 5% of the bandwidth measurements. The remaining highest point is 
the 95 th Percentile. Thus, in a given month the highest 36 hours (30 days/month x 24 
hours/day x 5%) of usage are not counted. Important: SAVVIS uses this 95 th percentile 
value to determine usage for Usage-Based Billing. 

■ Average: the simple numeric average on all data points collected over the period being 
measured. 

Please note that the Total measurement is calculated from raw data points and not by simply adding 
the Input to the Output. 

For mathematical reasons, the Min, Max and 95 th Percentile for the Total value will generally not be 
equal to the corresponding sums of the Input and Output values. This approach to determining the 
Total from the raw data is necessary for maintaining the consistency of calculation. 
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Billing 

Schedule 

Bills are processed and mailed at the end of each month; these bills are representative of the service 
for the upcoming month. Billing receives notification once your service is activated. Your first invoice 
includes any one-time installation fees as well as any prorated charges required for partial service 
installed during the month of installation. 

As an example, if your service was activated on July 7, prorating ensures you will only be billed for the 
25 active days within that month. Prorated fees are calculated on a ‘per day’ rate for the month of 
service. 

Terms 

SAVVIS requires Net30 payment. Payment is required, therefore, no later than 30-days after the date 
of the invoice. Accounts not paid within 30-days become delinquent and are susceptible to service 
interruption. 

Burstable Billing 

Burstable billing refers to base and tier usage rates for Internet services. Monthly billing will include the 
base rate for the upcoming month. Usage surpassing this base rate will be assessed on the next 
month’s bill. This bill will reflect charges from the previous month and current months. It is due 30- 
days from the invoice date. 

Billing Inquiries 

Billing inquiries are made at 1-877-SAVVIS-7, option #2, or by e-mail at billinq@savvis.net . Up-to-date 
contact information can always be found on your invoice. You can also contact the alias above (Billing 
Support team) for copies of billing invoices. 

SLA Credit Requests 

Should you feel you are due a credit, as per your Service Level Agreement, submit your request to 
billinq@savvis.net . Include in your e-mail any trouble ticket/case information, dates, and other specifics 
that you feel will be useful in evaluating your request. 


KEY CONTACTS 

SAVVIS Support Center 

To open a Service Request or Case, contact the SAVVIS Support Center 24 hours a day, 7 days a 
week at: 

_ (877) 393-7878 - or - hostinqsupport@savvis.net _ 


Sales 

Phone: 1-800-SAVVIS-1 (1-800-728-8471) 
E-mail: sales@savvis.net 
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Client Support Specialist 

E-mail: client@savvis.net 

SAVVIS Support Center (SSC) 

Phone: 1-888-NETOPS-1 (1-888-638-6771-Network) or 877-393-7878 Hosting 
E-mail: hostinqsupport@savvis.net 

Upgrades and Relocations 

Phone: 1-877-SAVVIS-7 
E-mail: client@savvis.net 

IP, DNS and Firewall 

Phone: 1-888-NETOPS-1 (1-888-638-6771) 

E-mail: ssc@savvis.net 

Billing 

Phone: 1-877-SAVVIS-7, option 2 
E-mail: billinq@savvis.net 


International Support Contacts 

EMEA Network 

00800 SAVVISHD - Option 1 
+ 44 118 322 6100 - Optionl 
nccemea@savvis.net 

EMEA Hosting 

00800 SAVVISHD - Option 2 
+44 118 322 6100 - Option 2 
hostinqhelpemea@savvis.net 

EMEA WAMINET 

00800 SAVVISHD - Option 3 
+44 118 322 6100 - Option 3 
emea.wamnet@savvis.net 

Asia 

+65 6768-8099 
SSC-AsiaPac@savvis.net 
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